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Benefits of Counseling

• Allows the parties to have a voice in the 
resolution.

• Gives the parties the opportunity to hear 
and understand the other point of view.

• Allows the parties to explore creative 
alternatives for resolution.

• Allows the parties to consider the options 
of resolution is not achieved.

The Cost of Conflict

• Investigations and litigation are 
expensive.

• Employees are lost as they transfer, 
retire, or quit due to stresses.

• Productivity is impacted.
• Health claims are increased.
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The Four Corners of the Puzzle

1st Corner:  Counselee’s position

2nd Corner: 
Management’s position
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3rd Corner:  The EEO Counselor

4th Corner:  The Agency’s Support

Benefits of Early Resolution

• Improves Morale
• Settlement agreements are generally 

more durable than court orders.
• Settlement agreements do not require 

and admission of liability or a finding of 
guilt.

• Early Resolution saves time and 
resources.
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Scenario

Fill in the Details

Types of Questions

USE
• Open- Questions which expand the 

discussion
• Closed- Questions which prompt for 

specifics

AVOID
• Leading- Questions which suggest an 

answer
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Fill in the Details

Fill in the Details

Fill in the Details
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Fill in the Details

Fill in the Details

Fill in the Details
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Fill in the Details

Fill in the Details

Fill in the Details
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Fill in the Details

Resolution:  Think Creatively

• Expunging records
• Positive/Neutral references
• Rescind personnel actions
• Promotion
• Hold personnel actions in abeyance
• Provide cooling off period (detail)
• Provide advancement opportunities (details, 

training, priority placement, desk audit)
• Increase step/quality step increase
• Awards

Puzzle Solved!

• Both parties win.
• Saves time and 

money.
• Relationships are preserved/repaired (improved 

morale.)
• There is more certainty in the result and the 

resolution is more durable.
• Parties get to move past the conflict.
• Confidentiality is preserved, thereby avoiding 

negative impact to the rest of the work 
environment (improved morale).
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Sources
• 2009 EEOC EXCEL Counselor Materials
• Mediation Best Practices, Stanley Braverman, Esq.
• Active Listening, http://www.studygs.net.htm
• Active Listening, Wikipedia
• Active Listening Online Training Program, University of Colorado
• The Washington Post, Friday, April 27, 2007
• Interviewing, http://projects.edtech.html
• Center for Rural Studies, Cornell University
• General Accounting Office, GAO Program and Evaluation and 

Methodology Division
• Questions, http://libsci.sc.edu.htm
• The Importance of Effective Communication, http://web.cba.new.edu
• Listening Skills, Gregorio Encina, University of California
• How to Listen Well, http://careerplanning.about.com
• Tips for a good listener, http://infoplease.com
• Practicing Listening Skills, http://www1.va.gov
• Mediation Strategies, Third Edition, Coppi, McWhorter, Wuff, Aspen Law 

& Business


